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DETAILED ACTION 
Title 

1 . The title of the invention is not descriptive. A new title is required that is clearly 
indicative of the invention to which the claims are directed. 

The following title is suggested: Voice recognition for servicing calls by the Call 
Center agent. 

Claim Rejections - 35 USC § 102 

1 . The following is a quotation of the appropriate paragraphs of, 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(b) the invention was patented or described in a printed publication in this or a foreign country or in public 
use or on sale in this country, more than one year prior to the date of application for patent in the United 
States. 

2. Claims 1-7, 12-19, and 24-25 are rejected under 35 U.S.C. 102(b) as being 
anticipated by Neyman et al. (U.S. Patent No. 6,198739). 

Regarding claim 1, Neyman et al. teach a method for processing a received call, 
comprising: 

routing the received call to an agent (Fig. 5, Fig. 6 and Fig. 7 - 1 104 calls, call-in 
center 1 150 - column 9, lines 53-55, and column 10, lines 9-12); 

detecting a change of mode event (column 3, lines 10-20); 

receiving at least one call description voice command from said agent (column 2, 
lines 26-28, and lines 48-51); and 

storing at least one activity code associated with said at least one call description 
voice command in a data record associated with said received call (Fig. 5, Fig. 6 and 
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Fig. 7-1161 and 1171 computer platforms recorded the voice data of calls, column 12, 
lines 10-11), wherein said at least one activity code describes said received call (column 
2, lines 65-67, and column 12, lines 16-19). 

Regarding claims 2, 4, 14, and 16, Neyman et al. teach a system and a method 
wherein said change of mode event comprises a termination of said received call and 
further comprising detecting said change of mode event prior to termination of said 
received call (column 11, lines 59-66, and column 10, lines 35-37). 

Regarding claims 3 and 15, Neyman et al. teach a system and a method wherein 
said change of mode event comprises detection of a signal from a manual interface 
mechanism on a telephone headset associated with said agent (column 3, lines 10-16). 

Regarding claims 5 and 17, Neyman et al. teach a system and a method further 
comprising: 

entering, responsive to said change of mode event, a muted command mode in 
which at least one of said call description voice commands are received from said 
agent, and wherein said call description voice commands are not audible to a caller of 
said call (column 2, lines 48-51, and column 9, lines 16-20). 

Regarding claims 6, 7, 18, and 19 Neyman et al. teach a method wherein said 
activity code indicates that a sale occurred during said call; and wherein said activity 
code indicates an identity of a calling party involved in said call (column 9, lines 16-20). 

Regarding claim 13, Neyman et al. teach a system for processing a received call, 
comprising: 
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call receiving logic operable to route the received call to an agent (Fig. 5, Fig. 6 
and Fig. 7 — 1 104 calls, call-in center 1 150 - column 9, lines 53-55, and column 10, 
lines 9-12); and 

voice recognition logic operable to 

detect a change of mode event (column 3, lines 10-20); 

receive at least one call description voice command from said agent 

(column 2, lines 26-28, and column 2, lines 48-51 ); and 

store at least one activity code associated with said at least one call 

description voice command in a data record associated with said received call 

(Fig. 5, Fig. 6 and Fig. 7-1161 and 1171 computer platforms recorded the voice 

data of calls, column 1 2, lines 10-11), wherein said at least one activity code 

describes said received call (column 2, lines 65-67, and column 12, lines 16-19). 
Regarding claim 25, Neyman et al. teach a system for processing a 
received call, comprising: 

means for routing the received call to an agent (Fig. 5, Fig. 6 and Fig. 7 - 1 104 
calls, call-in center 1 150 - column 9, lines 53-55, and column 10, lines 9-12); 

means for detecting a change of mode event (column 3, lines 10-20); 

means for receiving at least one call description voice command from said agent 
(column 2, lines 26-28, and column 2, lines 48-51); and 

means for storing at least one activity code associated with said at least one call 
description voice command in a data record associated with said received call (Fig. 5, 
Fig. 6 and Fig. 7 - 1 161 and 1 171 computer platforms recorded the voice data of calls, 
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column 12, lines 10-11), wherein said at least one activity code describes said received 
call (column 2, lines 65-67, and column 12, lines 16-19). 

Regarding claims 12 and 24, Neyman et al. teach a method and a system 
further comprising report logic operable to generate at least one report describing a 
plurality of received calls, wherein said report is based at least in part on said data 
record associated with said received call, and wherein said report reflects said activity 
code (column 12, lines 20-43, and lines 53-63). 



Claim Rejections - 35 USC § 103 

3. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

4. Claims 8-1 1 , and 20-23 are rejected under 35 U.S.C. 1 03(a) as being 
unpatentable over Neyman et al. (U.S. Patent No. 6,198,739), and further in view of 
Petrunka et al. (U.S. patent 5,987,115). 

Regarding claims 8-1 1 , and 20-23, Neyman et al. disclose everything claimed as 
applied above (see claim 1, and 13). However, Neyman et al. fail to include the agent 
status information (i.e. the availability of said agent to receive calls, agent is logging off 
the system, agent temporarily unavailable to receive calls, and agent available to 
receive calls). Although Neyman et al. teach the transactional data retrieved from the 
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switch (i.e. line busy, line available, and the like) (Neyman et al. - column 10, lines 42- 
43). 

In the same field of endeavor, Petrunka et al. teach the system to interact with 
agents to collect agent status information (Petrunka et al. - column 4, lines 1 3-1 6) that 
include the availability of agent to receive calls (Petrunka et al. - Fig. 4, column 4, lines 
66-67), the agent temporarily unavailability and log off (Petrunka et al. - Fig. 6B, column 
6, lines 62-65), and the agent availability and log on (Petrunka et al. - Fig. 3). The 
advantage of Petrunka et al. is additional level of security can be attained by 
recognizing the speech patterns (voice commands) of authorized agents (Petrunka et 
al. - column 4, lines 55-58). 

Therefore, it would have been obvious to a person of ordinary skill in the art at 
the time the invention was made to provide Neyman et al. with the agent status 
information. 

Conclusion 

5. The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. 

Edinger et al. (U.S. Pub. No. 2002/0194047 A1) teach a customer support 
management system and method (post-sale process) that include database stored 
customer specific information and agent status and activity codes. 
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Saylor et al. (U.S. Patent No. 6,501,832) teach a system and method for using 
voice codes ("VCodes") to access the stored content via telephone. 

Polcyn (U.S. Patent No. 6,865,258) teaches a system and method for 
transcribing messages. 

Albal et al. (U.S. patent No. 6,700,962) teach a system and method for creating a 
call detail record. 

Scarano et al. (U.S. Pub. No. 2004/0117185 A1) teach an apparatus and a 
method to monitor conversations by using speech recognition technology. 

Elazar (U.S. Patent No. 6,542,602) teach a method for monitoring agent 
telephonic interactions with customers. 

Alpdemir (U.S. Pub. No. 2002/0035474 A1) teaches speech-recognition-based 
interactive electronic commerce. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Khai N. Nguyen whose telephone number is (571) 270- 
3141 . The examiner can normally be reached on Monday - Thursday 6:30AM - 
5:00PM. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Alexander Eisen can be reached on (571) 272-7687. The fax phone 
number for the organization where this application or proceeding is assigned is 571- 
273-8300. 
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Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a 
USPTO Customer Service Representative or access to the automated information 
system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 
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